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Patient satisfaction with information provided at an 
outpatient clinic for respiratory diseases 
A. PAPAGIANNIS*, R. RICHARDS AND D. J. SHALE 
Section of Respiratory Medicine, University of Wales College of Medicine, Llandough Hospital NHS Trust, 
Penarth, U.K. 
A survey of 374 unselected patients attending the Respiratory Outpatient Department of a teaching hospital 
revealed that most patients reported receiving information about the treatment of their disease, but only 
one-quarter received information about its prognosis. Patients reported receiving satisfactory answers to their 
requests for information on most occasions, and the overall satisfaction rate with information offered was 
88.3%. 
Patients who had attended the clinic on five or more occasions felt that they had received more information 
on all items compared with those with fewer than five visits, although the increase was statistically significant 
only for information on treatment. Patients over 75 years of age generally reported less information than 
younger patients. The great majority (88.4%) of patients preferred verbal information, but 23% also expressed 
a desire for written information as well. 
More attention should be paid to the needs of the elderly and to education about the nature and prognosis 
of disease. Printed material should also be more widely used. 
Introduction 
Communication with patients is indispensable to 
good clinical practice for all health care profession- 
als. One of its main aims is to inform patients about 
their illness and, hopefully, alleviate some of their 
anxieties and fears (1). If appropriately informed, 
patients may be able to participate in making 
decisions about their investigation and manage- 
ment. Informed patients are likely to be more satis- 
fied and, possibly, more compliant with doctors’ 
recommendations (1,2). 
We surveyed the patients attending the respiratory 
clinics of our hospital to assess their subjective 
impressions of the information they had received 
about their condition. Specifically, we sought to 
establish whether they felt that they had been given 
information on the nature, prognosis and manage- 
ment of their condition, and how satisfied they were 
with it. 
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Patients and Methods 
Llandough Hospital is a teaching hospital of the 
University of Wales College of Medicine, Cardiff, 
and provides specialist respiratory care for South 
Glamorgan (population in 1991: 405 900) as well as 
being a tertiary referral centre for pulmonary diseases 
in South Wales (population in 1991: 1 838 400) (3). 
Four consultant chest physicians supervize a total of 
12 outpatient clinic sessions per week. 
For a period of 3 months (March-May 1992) a 
one-page self-administered questionnaire was distrib- 
uted to patients attending general respiratory clinics 
for follow-up. One clinic of each firm was surveyed 
each week. The questionnaires were distributed and 
collected by the Outpatient Department’s nursing 
staff. Patients were asked to complete the question- 
naire only once. The adult cystic fibrosis clinic was 
not included in the survey. 
Descriptive statistics were obtained for each item 
answered. Patients were divided into two groups 
according to the number of visits (up to four, and five 
or more), and by age. Comparisons were made 
between groups using the Chi-squared test. 
Results 
A total of 2230 patients were seen at follow-up 
visits during the period of the survey. Four hundred 
0 1995 W. B. Saunders Company Ltd 
674 A. Papagiannis et al. 
Table I Results by age group 
<25 years 26-50 years 51-75 years >75 years 
n=29 %I ?I=83 ‘i/o n=235 % n=21 ‘!A 
When I ask for information, I 
receive satisfactory answers: 
Always 
Most times 
Occasionally 
Never 
In the past, I have received 
information about: 
The cause 
The nature 
The investigations 
The treatment 
The future of condition my 
I prefer information in: 
Verbal form 
Written form 
Visual form 
Overall, how satisfied are you with the 
information have received? you 
11 37.9 29 34.9 125 53.2 10 37.0 
18 62.0 43 51.8 92 39.1 12 44.4 
0 0 11 13.2 12 5.1 1 3.7 
0 0 0 0 1 0.4 4 14.8 
16 55.2 46 55.4 121 51.5 6 22.2 
10 34.5 36 43.4 123 52.3 9 33.3 
6 20.7 36 42.2 101 43.0 9 33.3 
23 79.3 63 15.9 171 72.7 16 59.3 
9 31.0 31 37.3 51 24.2 3 Il.1 
23 79.3 77 92.8 208 88.5 23 85.0 
7 24.1 24 28.9 51 21.7 4 14.8 
3 10.3 6 7.2 15 6.4 0 0 
84 85.2 90.5 83 
questionnaires were distributed and 378 returned, of The majority of patients (88.8%) preferred verbal 
which 374 were correctly completed and were evalu- information, although one-quarter indicated they 
ated. The answers are summarized in Table 1 (results would also like written information. Only 6% indi- 
grouped by number of visits) and Table 2 (results cated any interest in visual means (e.g. video tapes or 
grouped by age). wall charts). 
Two-thirds (235 of 374) of the patients were aged 
51-75 years, one-quarter (83 of 3744) of the patients 
were aged 2650 years, and small groups occurred at 
the extremes of age (Table 2). More than 60% of the 
patients (233 of 374) had attended the clinic more 
than four times (Table 1). 
Discussion 
Asked about the response to their request for 
information, 47% of patients said that they had 
always received satisfactory answers, and another 
44% on most occasions (Table 2). The mean level of 
overall satisfaction, derived from a separate question, 
was 88.3% and there were no significant differences 
between the age groups (Table 1). 
In our survey, more than 90% of the patients 
reported getting satisfactory answers to their requests 
for information on all or most occasions. The 
overall level of,satisfaction of 88.3”/0 was not affected 
by age or number of visits to the clinic. As there 
was no formal patient education offered in the out- 
patient clinics, the results, therefore, reflect infor- 
mation given informally, in the course of routine 
consultations. 
Of the 374 patients, 189 (50.5%) patients reported 
receiving information about the cause of their dis- 
ease, 178 (47.5%) patients about its nature, 151 
(40.4%) patients about investigations, 273 (73%) 
patients about treatment, but only 100 (26.7%) 
patients about the likely future course of their con- 
dition. For all these, proportions were greater for 
those patients attending on five or more occasions, 
although the increase was only significant (P<O.OOl) 
for the question on treatment. For all age groups the 
trend was similar (Table 2). 
Similar surveys, in different settings, have shown 
varying degrees of satisfaction with information 
provided (4-6), and this has tended to be much less 
than reported here. Thus, 61% of 700 former hospital 
inpatients reported difficulties in obtaining informa- 
tion (4). Of 100 surgical inpatients surveyed, 55 
patients expressed some dissatisfaction with the 
information given during their care (5), whilst a 
survey of 406 patients and visitors in general medical, 
surgical and obstetric wards and outpatient depart- 
ments revealed that 22% of those wishing to know 
more about a specific medical condition considered 
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Table 2 Results by number of visits 
Total 14 visits >4 visits 
n=314 % n=141 % n=233 % 
When I ask for information, I 
receive satisfactory answers: 
Always 
Most times 
Occasionally 
Never 
176 466 59 41.8 115 49.3 
166 43.9 70 49.6 95 40.8 
25 6.6 6 4.2 18 7.1 
6 1.6 4 2.8 2 0.8 
In the past, I have received 
information about: 
The cause 
The nature 
The investigation 
The treatment 
The future of my condition 
I prefer information in: 
Verbal form 
Written form 
Visual form 
191 50.5 67 41.5 122 52.4 
180 47.6 60 42.5 118 50.6 
151 40 51 36.2 100 42.9 
216 13 17 546 196 84.1 
100 26.5 30 21.3 70 30.0 
334 88.4 123 81.2 209 89.7 
87 23.0 38 26.9 48 20.6 
24 6.3 10 7.0 24 10.4 
Overall, how satisfied are you with the 
information you have received? 88.3 85.7 89.7 
that they had received very little information (6). In a 
recent study of 274 general hospital outpatients in 
New Zealand (7), conducted by the same method as 
ours, 46% of the respondents wanted to know more 
about their disease, and 38.5% of respondents wanted 
to know more about the treatment. 
Our aim was to assess how satisfied our patients 
were with the information they had received in the 
clinics about their condition, and not to test their 
recollection of such information. Therefore, we did 
not try to match their replies with the doctor’s view. 
Most patients would have probably seen more than 
one doctor in the past, and it would be virtually 
impossible for any doctor to state accurately what 
information he/she had given to each individual 
patient. 
Information on specific items varied widely, treat- 
ment being most commonly, and prognosis the least 
commonly, reported. This probably reflects the 
unstructured nature of transmitting information in 
the patient/doctor consultation. There was a ten- 
dency for accumulation of information with increas- 
ing numbers of clinic visits, but this was only 
significant for treatment details. This emphasis on 
treatment may reflect the chronic nature of many 
respiratory conditions and the major concern of 
health professionals with symptom relief and preven- 
tion of progression, and the limited time available in 
the outpatient setting which may force health pro- 
fessionals to aim for better compliance through 
emphasis on treatment (7). Information on prognosis 
was least well recalled, although in previous studies, 
prognosis was in the three most important items of 
information (6,8). Prognosis in chronic disorders 
may not be certain, but information on the future 
course of the disease appears to be important for 
patients. 
Acknowledgement of all items was lower in the 
group aged over 75 years. Though the numbers in 
this group are very small, the information needs of 
elderly patients were not being met. This, coupled 
with poor recollection in this age group (1) deafness 
and other impairments, may lead to ineffective com- 
munication of information. Irrespective of age, the 
majority of the patients preferred verbal information, 
although one-quarter of patients also expressed a 
desire for written, or printed, material. The need for 
such material is probably greater than suspected and 
may increase both knowledge and compliance (1). ’ 
The patients surveyed in this study were more 
satisfied with the information they had received than 
those in previous studies. More discussion of the 
nature and prognosis of disease, attention to the 
information needs of the elderly, and wider use of 
printed material to reinforce information should help. 
to maintain, or improve, this level of contentment. 
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